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(57)Abstract: 

PROBLEM TO BE SOLVED: To provide a method and a 
system for support and a recording medium which make 
supporting operation efficient and improve the 
satisfaction of a user. 

SOLUTION: A support request from a user terminal 1 is 
received, and support information complying with the 
support request is extracted from a database 5 
previously stored with support information constituted 
by relating question items received from a provider 
terminal 2 provided on the support information provider 
side to answer items and sent to the user terminal 1. 
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CLAIMS 



[Claim(s)] 

[Claim l] The support method which carries out [ extracting the reply corresponding to said question from 
the data base which stored beforehand the support information with which it comes to be related the 
predetermined reply matter over a question and said predetermined, predetermined question which 
received the question about a product which a user purchased from a user terminal, and received from the 
provider terminal prepared in an information provider side who supports directly a product which a user 
purchased, and transmitting to said user terminal, and ] as the feature. 

[Claim 2] It is the support method according to claim 1 of carrying out transmitting a reply to the user 
terminal notified that the new reply which can answer said question transmits to said provider terminal, 
stored the new reply which received from a provider terminal to said data base with the question to which 
a starting reply is equivalent, and transmitted a question when it is judged for the support information on 
the past stored in a data base to said question a response being impossible as the feature. 
[Claim 3] A support method according to claim 1 or 2 characterized by notifying a count of an extract of a 
reply which a count of an extract of a reply counted and was extracted by said provider terminal for every 
predetermined period, and a question corresponding to a starting reply. 

[Claim 4] A support system characterized by providing the following. A user terminal prepared in a user 
side, a provider terminal prepared in an information provider side who supports directly a product which 
a user purchased, and a server are connected through a network. Said user terminal has a means to 
transmit a question about a product which a user purchased to a server. It is the data base which said 
provider terminal has a means to transmit a reply corresponding to said question to a server, and stores a 
reply which said server received from said provider terminal with a question corresponding to a starting 
reply. A means to judge whether it corresponds to a question which a reply stored in a data base to apply 
newly received from said user terminal A means to extract a reply corresponding to a question newly 
received from a user terminal from said data base A means to transmit an extracted reply to a user 
terminal which transmitted a question 

[Claim 5] Said server is a support system according to claim 4 characterized by having a means to count a 
count of an extract of a reply extracted from a data base, and notifying a count of an extract of said reply 
to a provider terminal for every predetermined period with a question to which a starting reply is 
equivalent. 

[Claim 6] A question about a product which a user purchased from a user terminal is received. A reply 
corresponding to said question is extracted from a data base which stored beforehand support information 
with which it comes to relate a predetermined reply matter over a question and said predetermined, 
predetermined question which received from a provider terminal prepared in an information provider 
side who supports directly a product which a user purchased. A record medium which recorded a program 
which makes a computer perform a support method characterized by transmitting to said user terminal 
and in which computer reading is possible. 

[Claim 7] When it is judged for support information on the past stored in a data base to said question that 
a response is impossible It notifies that the new reply which can answer said question is transmitted to 
said provider terminal. The new reply received from a provider terminal is stored in said data base with a 
question to which a starting reply is equivalent. A record medium which recorded a program which makes 
a computer perform a support method according to claim 6 characterized by transmitting a reply to a user 
terminal which transmitted a question and in which computer reading is possible. 

[Claim 8] A record medium which recorded a program which makes a computer perform a support method 
according to claim 6 or 7 characterized by notifying a count of an extract of a reply which a count of an 
extract of a reply counted and was extracted by said provider terminal for every predetermined period, 
and a question corresponding to a starting reply and in which computer reading is possible. 
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DETAILED DESCRIPTION 



[Detailed Description of the Invention] 
[0001] 

[The technical field to which invention belongs] This invention relates to the support method 
corresponding to a support demand of a user, a support system, and a record medium by transmitting the 
support information offered by information providers, such as an enterprise, to the support demanded by 
the user to the user who is demanding the support. 
[0002] 

[Description of the Prior Art] The need of a support is expanded as the rate which people other than an 
expert use [ the hardware of a computer and software ] increases. For example, although the personal 
computer commercial scene is active, lack of the support costs by the side of a maker (personnel) has 
become chronic. Instead of a maker, the company which makes bailment as a carrier beam from a maker, 
and makes support service a speciality has also appeared reflecting such needs as if it supported this. 
[0003] Moreover, by one side, since the small profits and quick returns by high efficiency and low-price 
offer are a principle, the hardness of a personal computer and software have some in which the balance of 
sales and support costs (gratis support) has collapsed depending on the product. For this reason, the 
approach of the increase in efficiency of various support systems or automation is also tried for the 
purpose of the support costs cutback. 

[0004] On the other hand, about onerous offer of a support, the product which built the support tariff into 
the product price in recent years has appeared, and the case which may become disadvantageous by price 
competition, without the ability acquiring an understanding of a user, and makes the supported product 
(service) different from hardness and a software product is also increasing. 
[0005] 

[Problem(s) to be Solved by the Invention] It is common that each conventional support explained above is 
performed by questions and answers by the telephone. However, the claim of not being connected even if a 
technical support line applies the questions-and-answers service by the telephone how many times not 
rare [ it / to lapse into lack of a number of circuit inevitably ] does not sever the back. Moreover, in recent 
years, questions and answers by the electronic mail are also performed. However, since the questions and 
answers by the electronic mail are off-line, before they obtain a reply, they will require time amount. On 
the other hand, the person of the side which answers also had to answer repeatedly to the same question, 
and it was inefficient. 

[0006] This invention is made in view of the above problem, the efficiency of a support activity is 
increased, and it aims at offering the support method, support system, and record medium which can 
raise a user's satisfaction level. 
[0007] 

[Means for Solving the Problem] This 1st invention which solves said technical problem receives a 
question about a product which a user purchased from a user terminal. A reply corresponding to said 
question is extracted from a data base which stored beforehand support information with which it comes 
to relate a predetermined reply matter over a question and said predetermined, predetermined question 
which received from a provider terminal prepared in an information provider side who supports directly a 
product which a user purchased. It is the support method characterized by transmitting to said user 
terminal. 

[0008] Therefore, since real- time acquisition of the reply to a user's question can be carried out, a user's 
satisfaction level can be raised. On the other hand, since a reply stored in a data base is automatically 
transmitted to a user, support effectiveness can be raised. 

[0009] Moreover, it notifies that the new reply which can answer said question transmits to said provider 
terminal when it is judged that a response is impossible, the new reply which received from a provider 
terminal stores to said data base with the question to which the starting reply is equivalent at the 
support information on the past stored in a data base to said question, and this 2nd invention carries out 



transmitting a reply to the user terminal transmitted a question as the feature. 

[0010] Therefore, since a reply can be obtained even if a user emits what kind of question, a user's 
satisfaction level can be raised. On the other hand, an information provider can carry out support 
operation efficiently from a carrier beam question being stored in a data base once, without answering a 
duplicate question. 

[0011] Moreover, a count of an extract of a reply counts this 3rd invention, and it is characterized by 
notifying a count of an extract of a reply extracted by said provider terminal for every predetermined 
period, and a question corresponding to a starting reply. 

[0012] Therefore, an information provider can raise collector efficiency, such as a user's needs or a trouble 

of a product. i i 

[0013] Moreover, this 4th invention which solves said technical problem A user terminal prepared in a 
user side, a provider terminal prepared in an information provider side who supports directly a product 
which a user purchased, and a server are connected through a network. Said user terminal has a means 
to transmit a question about a product which a user purchased to a server. Said provider terminal has a 
means to transmit a reply corresponding to said question to a server. Said server A data base which stores 
a reply received from said provider terminal with a question corresponding to a starting reply, A means to 
judge whether it corresponds to a question which a reply stored in a data base to apply newly received 
from said user terminal, It is the support system characterized by having a means to extract a reply 
corresponding to a question newly received from a user terminal from said data base, and a means to 
transmit an extracted reply to a user terminal which transmitted a question. 

[0014] Therefore, since real-time acquisition of the reply to a user's question can be carried out, a user's 
satisfaction level can be raised. On the other hand, since a reply stored in a data base is automatically 
transmitted to a user, support effectiveness can be raised. 

[0015] Moreover, this 5th invention is characterized by for said server having a means to count a count of 
an extract of a reply extracted from a data base, and notifying a count of an extract of said reply to a 
provider terminal for every predetermined period with a question to which a starting reply is equivalent. 
~ [0016] Therefore, an information provider can raise collector efficiency, such as a user's needs or a trouble 
of a product. 

[0017] Moreover, this 6th invention receives a question about a product which a user purchased from a 
user terminal. A reply corresponding to said question is extracted from a data base which stored 
beforehand support information with which it comes to relate a predetermined reply matter over a 
question and said predetermined, predetermined question which received from a provider terminal 
prepared in an information provider side who supports directly a product which a user purchased. It is 
the record medium which recorded a program which makes a computer perform a support method 
characterized by transmitting to said user terminal and in which computer reading is possible. 
[0018] Therefore, since real-time acquisition of the reply to a user's question can be carried out, a user's 
satisfaction level can be raised. On the other hand, since a reply stored in a data base is automatically 
transmitted to a user, support effectiveness can be raised. 

[0019] Moreover, it notifies that the new reply which can answer said question transmits to said provider 
terminal when it is judged that a response is impossible, the new reply which received from a provider 
terminal stores to said data base with the question to which the starting reply is equivalent at the 
support information on the past stored in a data base to said question, and this 7th invention carries out 
transmitting a reply to the user terminal transmitted a question as the feature. 

[0020] Therefore, since a reply can be obtained even if a user emits what kind of question, a user's 
satisfaction level can be raised. On the other hand, an information provider can carry out support 
operation efficiently from a carrier beam question being stored in a data base once, without answering a 
duplicate question. 

[0021] Moreover, a count of an extract of a reply counts this 8th invention, and it is characterized by 
notifying a count of an extract of a reply extracted by said provider terminal for every predetermined 
period, and a question corresponding to a starting reply. 

[0022] Therefore, an information provider can raise collector efficiency, such as a user's needs or a trouble 
of a product. 

[0023] u 
[Embodiment of the Invention] With reference to a drawing, it explains below per the support method ol 
the gestalt operation of this invention, a support system, and record medium. 

[0024] (Gestalt 1 of operation) Drawing 1 is the block diagram of the support system of the gestalt 1 of 
operation of this invention. 

[0025] As shown in drawing 1 , the support system and the support method of this invention are realized 
in the environment which consists of networks 4, such as the Internet which connects mutually the 



provider terminal 2 and server 3 which were prepared in the information provider side who performs 
directly the support about the user terminal 1 prepared in the user side, and the product which the user 
purchased, and these. 

[0026] Here, it connects with the circuit for example, in the world mutually, and there is a network 4, and 
it is the Internet, a dedicated line, etc. of a wrap condition (WWW* World Wide Web) about the whole world 
like a cobweb. Moreover, a network 4 does not ask a cable and wireless but information should just be 
transmitted between a user terminal 1 and a server 3. 

[0027] User terminals 1 are two or more terminals which two or more users use, and are constituted as 
the server 3 which accesses and starts said server 3 through a network 4, and a terminal which has a 
means to perform transmission and reception of data. A means to perform transmission and reception of 
said server 3 and data can access a hardware interface and said servers 3, such as a modem, a terminal 
adopter, or a router, and can consist of software, such as a browser which performs transmission and 
reception of data. A user terminal 1 may be a personal computer, a cellular phone, etc. which can connect 
with the networks 4, such as the Internet. Moreover, the data which a user terminal 1 transmits to a 
server 3 is a question (henceforth, support demand) about the product which the user purchased, for 
example, an inquiry of the trouble about said product, an error report, repair, etc. is included. On the 
other hand, the data transmitted from a server 3 to a user terminal 1 is the response corresponding to a 
support demand, for example, when it receives from a user terminal 1 by considering the trouble about 
said product as a support demand, it is transmitted to a user terminal 1 by considering the dissolution 
method of the trouble as a reply. Moreover, when it is the repair request of "sending where although he 
wants to ask you for repair", the receiver's address of the goods set as the object of repair is transmitted. 
[0028] The provider terminals 2 are two or more terminals which two or more information providers use, 
and are constituted as the server 3 which accesses and starts said server 3 through a network 4, and a 
terminal which has a means to perform transmission and reception of data. A means to perform 
transmission and reception of said server 3 and data can access a hardware interface and said servers 3, 
such as a modem, a terminal adopter, or a router, and can consist of software, such as a browser which 
performs transmission and reception of data. The provider terminal 2 may be a personal computer 
connectable with the networks 4, such as the Internet, etc. Moreover, the support information which 
whose data which an information provider transmits to a server 3 is the support information 
corresponding to the product which the user purchased, and starts is accumulated in the data base 5 
formed in the server 3, and if a support demand is received from a user terminal 1, it will be retrieved. 
The information provider who says here is the enterprise which offers a product to a user, or a body, and 
points out those who can reply to the question about the product concerned. 

[0029] Said servers 3 are information processors, such as a workstation server, and the data base 5 which 
stores the reply received from the question and the information provider terminal 2 which were received 
from the user terminal 1 is formed, moreover, the question and reply which are stored in a data base 5 are 
associated and carried out, and are constituted as support information on 1. 

[0030] Next, with reference to drawing 1 and drawing 2 , it explains about actuation of the support 
method of this invention. Drawing 2 is a flow chart which shows actuation of the support method. 
[0031] First, the menu (not shown) of a "support application" is accessed among the menus (not shown) 
which the user accessed the homepage (not shown) which the server 3 installed on the Internet, and were 
prepared in the starting homepage. A "support application" page is developed by display means, such as 
CRT prepared in the user terminal 1, by starting access. The content of the "support application" page is 
the predetermined form (not shown) which enabled the input of the content of a support expected of a 
server 3. The user name and e mail address which wish the subject name which shows the content of the 
support directly, the detailed content of the support for which it wishes, and a support are contained in 
the predetermined form to apply at least. It is desirable to be inputted by forming a pull down menu in 
said predetermined form, and making a user choose about said subject name. Next, when a user clicks the 
transmitting carbon button prepared in the "support application" page after inputting a need matter into 
said predetermined form, a support demand is transmitted to a server 3. 

[0032] Next, a server 3 receives the support demand transmitted from the user terminal 1, and searches 
the data base 5 formed in the server 3 by using the subject name of the starting support demand as a key. 
When the support information corresponding to a support demand is already stored in the data base 5 as 
a result of retrieval, a reply is transmitted real time among the support information which extracted the 
support information stored in the data base 5, and was extracted to the user terminal 1 which 
transmitted the support demand. Moreover, when the support information corresponding to a support 
demand is not stored in the data base 5 as a result of retrieval, the support demand transmitted from the 
user terminal 1 is transmitted to the provider terminal 2. To a user's question, the information provider 
who received the support demand creates a reply, and transmits said reply to a server 3. The server 3 



which received the reply from the provider terminal 2 is stored in a data base by making the question ' 
corresponding to the starting reply and its reply into new support information, and transmits a reply to a 
user terminal 1. 

[0033] Moreover, it may notify payment of the information tariff by a credit card etc. while it notifies the 
purport which transmits a reply among support information to a user, in case a server 3 transmits 
support information to a user terminal 1. The information tariff which a user pays may input a credit 
card number on the homepage which a server 3 distributes, and may perform it by transmitting a credit 
card number to a server 3. In this case, it connects with the terminal which has the 
settlement-of-accounts function of a credit card company, and a server 3 settles accounts by transmitting 
a user's credit card number to the terminal which has the starting settlement-of- accounts function. 
[0034] Furthermore, the count of the support information extracted according to the support demand 
transmitted from a user terminal 1 may be accumulated in a data base 5, and the count of an extract of 
support information and the extracted support information may be notified to an information provider for 
every predetermined period. Since an information provider is notified of the count of an extract of support 
information, the trouble of the goods which an information provider offers, and a user's needs can be 
grasped. 

[0035] Moreover, the record medium which recorded the program which makes a computer perform the 
support method of this invention and in which computer reading is possible points out all the record 
media that recorded the program which enables actuation in the gestalt of the operation explained above. 
For example, primary- storage data medium, such as secondary memory data medium, such as CD-ROM 
and DVD-ROM, and a hard disk, is pointed out. 
[0036] 

[Effect of the Invention] Since the support method of this invention explained above can increase the 
efficiency of a support activity and can respond also to a user's needs on real time to some extent, its 
satisfaction level of a user improves and its credit of the maker who manufactures the goods which the 
user purchased also improves. < 
[0037] 
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DESCRIPTION OF DRAWINGS 



[Brief Description of the Drawings] 

[Drawing ll It is the block diagram of the support system of this invention. 

[Drawing 21 It is the flow chart which shows actuation of the support method of this invention. 

[Description of Notations] 

1 User Terminal 

2 Provider Terminal 

3 Server 

4 Network 

5 Data Base 
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